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FCC - MAILROOM

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, Southwest

Room TW-B204

Washington, DC 20554

Re:  CG Docket 03-123: Annual Summary of Consumer Complaints Concerning
TRS for the State of South Carolina

Dear Ms. Dortch:

The Office of Regulatory Staff, TRS Administrator for South Carolina, and Sprint, TRS
provider for South Carolina, have compiled the consumer complaint information
requested under CG Docket No. 03-123 for the 12 months ending May 31, 2007. As
required, this filing includes one original, four copies and two electronic disk copies.
In addition, Sprint will provide the FCC call volume information under seal as stated in
the attached June 14, 2007 letier.

Should you have any questions regarding this filing, please contact me at 803/737-
0814.

Sincerely,
ngz V‘/")/
Katie Morgan

Director
Telecommunications, Water/Wastewater and Transportation

Cc: Ms. Pam Gregory
Federal Communications Commission
Consumer & Governmental Affairs Bureau
No. of Copies reo’d._Q__.

Enclosures List ABCDE




Spr int ) Spriot Nexhel Missy Whatmough McManus
905 Stake Strest Relay Program Manager
Together with NEXTEL Cayce, SC 29033 Email: melissa.mcmanus@sprint.com
(800) 871-3086 Voicemail
(803) 936-6325 TTY
(803) 936-6326 Fax

June 14, 2007
OFFICE OF REGULATORY STAFF

e int ji
Ms. Dawn Hipp D ' ‘
Program Specialist o JUN 1 82007
Office of Regulatory Staff |
1441 Main Street Lo T
Suite 300 gyalud
Columbia, SC 29201

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for
Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. Hipp,

Sprint has provided you the following information to support your filing with the FCC for the State of
South Carolina:

¢ An annual Complaint Log which includes complaints received between June 1, 2006, and May
31, 2007, with the date of compiaint, the nature of the complaint, the date of its resolution, and
an explanation of the resolution.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained a fog of all
consumer complaints that allege a violation of the federal minimum standards for Telecommunications
Relay Services and is providing you with a summary to file with the FCC. You must reference to the
CG Docket 03-123 in the subject line, as done above.

in its Public Notice, the FCC requests information concerning the total number of interstate relay calls
by type. This information is not currently required by the Rules, and the FCC cannot impose additional
reporting requirements absent a rulemaking and absent approval from the Office of Management and
Budget. In fact, the staff has informed Sprint that the provision of call volume data will be voluntary.
Thus, you are not required to provide the number of relay calls with your reports and your submission
will be considered to be in compliance with the Rules without such information.

Sprint has decided to provide information to the FCC concerning the number of calls. However, Sprint
will do so under seal since call volume information is proprietary and confidential. Sprint believes that
the more relevant number for comparison with the total number of complaints is the total number of
outbound calls.




Please note that for your state you must send (1} an original and four copies of the printed report and
(2) an electronic copy of the complaint log on a CD (formatted in an iBM-compatible format using Word
97 or compatible software) on or before Monday, July 2, 2007. These items should be sent to the
Commission’'s Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail):

Marlene H. Dortch,

Cffice of the Secretary

Federal Communications Commission
445 12" St., SW, Rm TW-B204
Washington, DC 20554

Please also note that your state is also encouraged to send an additional printed copy on or before July
2, to the Consumer & Governmental Affairs Bureau of the FCC to:

ATTN: Pam Gregory

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" St, SW, Rm 3-C417
Washington, DC 20554

Should you have any questions concerning this report, please contact me.

Sincerely,

Mooy THEManasy

Missy McManus
Program Manager
Relay South Carolina

Attachments:

1) Log Sheets
2)CD




Complaint Tracking for South Carolina (6/1/06-5/31/07). Total Number of Complaints: 69 Ju
e
Nature of Complaint Date of Resolution Explanation of Resolution
TTY customer states that the agent disconnected her call beforef Apologized, Follow-up reguested. Called customer se
I:,he was able to give the next number to dial. No time or date 05/29/07 Idifferent times to follow up, but was not able to discu:
as given of the call. and she did not leave her answering machine on.
At 5:50AM on 5/21/07, voice customer asked the operator to
repeat what was said by the TTY user. Operator said she
cannot get involved in the conversation. Voice person is hard of Apologized to the customer and promised follow up. -
hearing and all she wanted was clarification of what the operator 05/22/07 JLeader met with agent and went over proper call proc
voiced. Customer wants a call back from someone letting her Discussed the importance of following customer instr:
Jknow what she can do in the future in case she cannot hear or Agent understood. Contacted customer for follow-up |
understand the operator. She has had no problems up until
today.
Apologized for the problem and assured that the com
would be sent in as stated. Trouble Ticket opened; fo
Customer stated that she asked the operator to call a number !;unis':::r' fg:geﬁdan::}:?:iith';ngt';uclzzl cargczg:
from her FD list. There was no response from the operator. After] 05/15/07 pe g pprop P
severa times fyping hello the fine then disconnected. J,EGULF\TOP‘Y STAFE [5/15/07 4/25pm. Attempted to email customer and en

hrough unsuccessfuily. Forwarded information to SC
Manager




TTY customer asked CA to call Shirley, gave the number to dial,
fand then the CA hung up on the customer.

05/10/07

This agent is no longer employed here.

\VCO customer unable to be heard by the outbound party.

05/08/07

Apologized. Follow-up requested. Made some internal
and customer's calls shoutd now go though without a |
Emailed customer with this resolution.

SC TTY user called to complain that agent dialed wrong number
on FD list. Caller stated that she asked to speak to her mother
but call her grandmother's house. Caller said that she tried fo
get agent's attention and then was left on hold for 5-8 minutes.

04/30/07

P

lApologized for the problem. Customer requests follow
agent supervisor. Met with agent who remembered th
the customer specifically said call mom but did not say
at grandmother's house. Agent demonstrated knowled
how to use the FD numbers. Contacted customer via |
5/1/07 @ 8:15 am and stated agent followed instructio
customer stated thought she typed at grandmother's h
apologized for the miscommunication.

Igustomer stated that she is being blocked from calling long
istance when using rolay.

04/26/07

,Apoiogized for the problem and assured that the probls
be reported and fixed as soon as possible. This is a kn
issue that has come about in the newest release. No f
requested. Due to the new release, the problem has bs
resoived.




Didn't stop and answer TTY user when voice person was calling
home and got TTY answering machine. TTY user tried to
answer relay but got hung up on.

04/24/07

Thanked customer for feedback and forwarded comp!
correct center for foliow up. Operator did not rememibx
but was coached on the importance of foliowing custo
instructions and not disconnecting callers.

SC TTY user told the operator to lock in the FD for Mom, after
5 seconds customer said helto helio and hit announcer to let
them know they were waiting. Customer saw signal light
flickering then was disconnected.

04/18/07

{; :

Apologized to the customer. Customer would like folic
[supervisor via e-mail.

LAgent did not remember this call, but was coached on
importance of not disconnecting calls and following cu
instructions. Also advised the agent of the consequen
disconnecting calls. Supervisor e-mailed customer.

TTY customer dialed 711 to reach Relay SC and agent typed
very slow with approx five seconds between words. Caller
attempting to calt pharmacist March 31. Agent typed "are you
there" and customer replied yes, but no further response was
received. Customer finally disconnected and made call thru
different agent.

04/17/07

A

Apologized for problem and advised it may have been
Customer requested contact via e-mail from supervisc

ith agent who didn't remember this particular inciden
however, stated if he typed "are u there" there must h:
no response from the customer. Agent understood the
importance of staying focused on all calls and if a prot
to immediately get a supervisor. A follow up email was
the customer 4/1/07.

This caller tried placing an Internet call that began routinely, but
when the text "Who do you want to talk to? GA" was received,
lwas unclear if it was the operator's question, or that of an
intruder in the house s/he was calling. The caller replied: "I wish
o speak with the resident at the number | am dialing GA" and
received "Do you want to make a call or what? GA”" in response.

hen the caller requested a supervisor, s’lhe was disconnected
by the operator.

04/17/07

lthough it was not perfectly clear which questions we
by the outbound person (if any) and by the operator, |
apologized for the disconnect. The caller declined a fo
commenting that s/he does not have a lot of faith in S
that the operators, with rare exception, are extraording
Supervisor spoke with agent who remembered this ca
didn't remember them asking for a supervisor and did
disconnect the call. Agent was coached on the import:
demonstrating a warm and friendly demeanor when st

ith customers.




Call ook pilace today at 3:07 PM, caller gave agenta FD
number to dial and agent typed (one moment pls... dialing iocal
nbr ringing 1.....2.....3......4.....(M} HELLO (RELAYING UR
INFORMATION) RECEIVER SAID FOR WHO? GA Caller then
interrupted and asked operator why he was refaying the
information without typing out (ASKING FOR MOTHER). Caller
aited for an answer and received no response for few seconds/
-then caller said “"HELLO " and explained she was calling for her
mother, and operator should just ask if she was there. Caller
said agent just typed (REDIALING). She asked a few times whatj
fwas going oh and operator never responded.

04/17/07

Caller would like follow-up from supervisor. Coached #
on the importance of keeping the customer informed w
a FD number to dial. Agent understood. E-mail was se
customer 4/17/07 informing agent was coached.

lAccuracy of captions

04/13107

Customer shared feedback regarding accuracy of capt
lApologized for incidence and thanked customer for the
feedback and suggested customer document the date,
ICA number for rnore specific follow up.

TTY customer diated Relay SC 711 on March 31 and no gender
ped for agent ID; agent typed "actually I'm sorry your call cameu

into the wrong person | am not a CS rep do you mind if
ansfer?" Customer allowed transfer then call disconnected.

Customer wants to know why the cali came in on wrong line
hen she dialed 711 from SC.

04/12/07

Apoiogized for problem encountered; follow up request
supervisor via e-mail. Emailed customer and explained
operator at this time is using 2674 and if she had a bet
number to email it back to me for further investigation.




SC TTY customer said thank you to the relay operator, and the
relay operator did not respond. The customer hit the announcer
of TTY user but did not work. Customer then typed helio GA
here is still no response.

03119/07

LApologized to the customer, Follow up requested from
rsupervisor via e-mail. Agent was in the final days of tr:
was very new. Did receive further training and comple
training course. Trainer contacted the customer via e-

Caller said agent disconnected her in middle of important call.
Caller said this has happened several imes and would like to bej
contacted by management.

02/22/07

Apologized for the problem; follow up requested. Met

ho did not remember this actual incident. However, |
been problems with Internet calls dropping and troubl
were being submitted for this problem. Followed up wi
customer via e-mail 2/26/07. Customer understood an
thankful for the follow up.

i Operator was very rude and difficult to understand. When voice
person requested that the operator repeat a misunderstood
sentence, the operator refused, saying not invoived in the cali,

fter TTY user hung up, the voice person requested the
operator's id number, and then to speak to a supervisor but the
perator hung up on her. Customer wants operators to know
they need to speak clearly and repeat misunderstood info as
necessary as she is a nurse trying to speak to her patients’
families. She would like a call back so she knows this will be
Jresoived,

02/21/07

IApologized to customer. Operator number given by th
was not in use that day. Called the voice customer anc
explained the situation with the invalid operator numbe
voice customer said she would try to get in touch with
user to see if s/he had a print out of the conversation.

voice customer wouid contact relay, either through cus
service, or by calling into the calfl centers to speak to a
supervisor. Voice customer has not called back with ai
operator number to follow up with; contact is being clo:

iven) instead of asking to repeat. Therefore calt was not

Operator guessed on garbling (instructions given after FD name
Igrocessed as requested.

02/20/07

Team Leader coached CA on proper macro for garble
messages. Also coached CA on disabling the turbo co
slowing down typing speed to prevent garbled messag
doesn't work, CA should notify a supervisor.




Voice customer stated that three times this morning a call was
placed to their residence and each time the agent did not
announced VCO call nor requested for a VCO customer. She

ould immediately get a TTY tones. Felt that those agents
requires additional training in this aspect. Unable to provide the
agent 1D number upon request.

01/30/07

'Voice person then was advised to obtain the agent ID
when this occurred again some time in the future for a
with the agent. Voice understood and stated that she'll
their id next time. No follow up needed.

Customer asked operator {o dial FD under Grandma and to
please speak to K.C. from April. The operator diaied and asked
or Grandma instead of K.C. The operator did not wait for the
GA prior to dialing so when she dialed, it split the TTY user's
instructions.

01/22/07

‘Met with the CA, who admitted to the mistake and apol
Supervisor stressed the importance of being patient ar
sure customer instructions are understood. Supervisor
several attempts to contact customer over a three-wee
|reached a busy signal each time.

Customer filad a complaint two weeks ago and requested a
letter for follow-up. So far has received nothing.

01/08/07

Sent letter to customer (since phone # was not provide
Icustomer to call Customer Service to provide details at
concern.

ICustomer was upset that her FD list is blank and wants it fixed
ASAP.

01/01/07

fWhen supervisor pulled FD list up, it was empty. The a
nothing wrong. Asked that a trouble ticket be filled out :
cotrected right away. Non-agent error.




Agent wouldn't type anything to VCO customer after VCO gave
nstructions - no response from agent.

01/01/07

JAgent stated call could have came in on wrong line, did
remember this incident. Agent demonstrated knowledge
fcorrect procedures to process this type of call.

Caller wanted agent to connect 800 number to TTY (Chase
Bank TTY line). Agent did not connect her and hung up.

01/01/07

Vet with agent who stated she dialed the number as rex
and did a TTY to TTY call which was proper procedure.
follow up requested.

Caller wanted agent to connect 800 number to TTY (Chase
Bank TTY line). Agent did not connhect her and hung up.
Number reached a recording that all agents were busy and to
hold for next available person. Agent connected when TTY
tones and then the line disconnected.

01/01/07

Forwarded to Team Leader for coaching. Talked to age
this who explained that she didn't disconnect on the cus
Iherself; the customer did then the agent was automatice

logged out, so anything that happened afier that she ha
knowledge of. So, non-agent error.

SC VCO user called to complain that a FD number did not show
up in his database to the relay agent. Customer stated that this
had happened before.

12/18/06

Apologized for the problem and entered Trouble Ticket,
Customer did not request follow up. Database issue has
corrected.




Customer trying to get a hold of dad (VCO user). All she gets is
fax tones or a dead line. She demanded that the problem be

fixed because father is in a nursing home and if he gets injured
or dies she will sue the center because she can not get a hold off
him.

12/07/06

Customer was rude and direct to the supervisor and (
do anything wrong. May be issue with father's phone.
taken with agent. Non-agent error,

'Voice customer placed call thru SC Relay to TTY user at
business number, requesting a specific person. The voice
person answering business phone didn't understand the call and]
said the person didn't work there. Voice customer knows the
TTY user does in fact work at that business. Voice customer
tried to request the number be redialed by operator, but the
operator hung up.

12/05/08

Apologized for the problem; customer requested comy
filed to management but did not have agent ID #. No f
Without an agent ID number, specific agent coaching
[possible. The customer did not want a follow up, there
further investigation is not possible.

[Customer calied 741 and the CA who answered asked for the
number to dial. 1 gave the number but said 'never mind, call this
Inumber instead.' The operator kept dialing the first number after
I said not to.

12/04/06

Apologized to the customer for any inconvenience this
have caused. Trainer coached the agent on the impor
following customer's instructions. No follow up request

ICustomer stated that CA 8315 was "Nasty, terrible, and then
hung up on me."

11/30/08

Supervisor had a discussion with the operator who wa
to recall any negative situation with any customers, bu
receptive to coaching about providing excellent custon
service. Operator recalled a customer who was upset :
answering machine not being able to record a messag
Jwas an answering machine glitch, not a relay issue.




Customer addressed a concermn of a 25-minute hoid time.

11/28/06

pologized to customer and informed her that we woul
into the situation and that we value her business. She (
request a follow up call. Supervisors iooked into this sit
and realized it was a result of the problems in the netw
were having during that time period. Overtime is be
posted whenever needed.

Operator kept sending over and over again. Customer said
operator made her/him upset, so s/he called the operator stupid.
She then told me to find another operator to do her call!

11/14/06

LApologized to the customer. This agent D number is ci
unassigned therefore further investigation is not possib

South Carolina doctor's office unable to dial SC Relay.

10/26/06

iApologized for the problem and cpened Trouble Ticket.
Follow up requested. The issue has been resolved.

[Customer complained that agent was only typing numbers to her
- just 7's.

10/20/06

.

Met with agent who stated she does recall a VCO call i
the caller said to the voice something like "This agent is
gibberish and number, she must want us to hang up." A
stated she immediately disabled Turbo Code and the tw
ntinued to speak with no other problems or garbling.
stated she didn't do a Trouble Ticket on the call as it se
only happened briefly and was immediately fixed by dis
turbo code. No foliow up requested.




5C VCO user branding is not there when cailing into relay. The
hranding is there when customer calls into customer service.

10/18/06

Apologized to the customer and turned in Trouble Ticke
Customer does not need follow up. A test call was mad
Tach and the customer's number came in as a VCO. Al
Ichacked the database and it too states the customer's 1
is branded VCO. No follow up requested.

SC VCO customer is unable to reach a number, because her
caller ID is showing as blocked. This has been happening for
about a year now, off and on.

10/02/08

IApologized. Checked cailer ID and it is set to send. Ops
Troubie Ticket. Follow-up requested. Due to the caller |
implementation, the problem was resolved

Customer was satisfied. However, Sprint is re-investiga
and will provide another resclution within the required 1

VCO customer gave the agent the number to dial and she is
positive the agent had the number but the agent never out
dialed. The customer had to hang up. The call occurred at 7:50
PM on 9/29/06. .

09/29/06

—

Apologized. Follow-up requested. Met with agent who d
remember this incident but demonstrated proper knowle
dial out procedure. Agent was coached to send one mo
please and notify a supervisor if having problems dialing
Contacted customer via land line 10/18/08 and apologiz
her inconvenience and explained agent was coached. C
was satisfied with explanation and was thankfui for the f
call.

CO customer is not being heard via VCO even though she is
branded VCO.

09/29/06

Apologized and opened Trouble Ticket. Follow-up reque
The branding issue has been resolved

[Customer was satisfied. However, Sprint is re-investigat
issue and will provide another resolution within the requi
Jdays.




Customer asked agent to dial a number and the agent kept
asking the VCO to repeat the number. Agent dialed the wrong
number,

09/13/06

Apologized for the inconvenience and assured this wou
‘forwarded to appropriate supervisor. No foliow up reque
IAgent was coached by Team Leader on how to proces:
branded VCO calls and dialing the correct number.

Customer gave agent number, who kept asking to repeat the
number, then proceeded to dial wrong number.

09/13/06

Apclogized for inconvenience and assured this wouid b
forwarded to supervisor. No follow up requested. Agen
coached by Team Leader on how to process VCO calls
Jdialing the correct number or getting help if necessary.

SC voice caller called to complain that agent was rude during a
phone call to her mother. The VCO user was getting garbling
and caller asked agent to repeat typing what she said to her
mother he said he could not do it and was part of the
conversation, Calier said that agent was not responsive to her
when the VCO caller could not read the conversation.

098/09/06

—

Apologized for the agent's behavior and explained oper

Customer requested follow-up. Agent was not schedule
Iwork on that day and the ID number was assigned to a'

agent. Contacted the customer and discussed this incit
The customer reiterated the situation and provided addi
Iinformation as well. | explained that the agent did not w

that day and that it was assigned to a female agent. The
custormer was absolutely sure that it was a male agent ¢
elaborated the tones that he used. She appreciated me
Ichacking into this and that this is once in a while occurt
that she experienced.

Caller typed phone number and intended to type "ask for ..." but
CA dialed phone number as soon as it was given.

09/08/06

Agent was coached on the importance of waiting for the
Ibefore dialing out. Agent understood. No follow up requi




Customer stated after agent made one call and the voice hung
up, she asked the agent to piease diai again. Customer stated
she waited for the agent to dial but he never did. Customer
stated the agent hung up on her.

09/05/06

logized for the inconvenience and stated this wot
forwarded to supervisor. Customer would like follow |
mait. Operator was not working at this time. | emailec
customer to check on their TTY printer tape to verify
operator number. Customer did not keep the tape. N
ollow up on this matter since the operator in questior
working at the time of the complaint. The customer s
they will keep the paper the next time they have a
aguestion/concern about an operator.

SC TTY customer calied to compiain that agent dialed the
'wrong number and did not type out message. Customer stated
this happened on 8/28/06.

09/04/08

N

JApologized for the problem. Customer did not reques
Coached CA to pay attention to the number given an
correct number before dialing out. Duplicate ticket.

TTY customer gave agent 2 different 800 numbers to dial and

as not sure if one would be answered by TTY, and said if
answered by TTY to go ahead and connect call TTY if answered]
by voice to relay call as normal. Agent was very slow in
responding to the caller. Caller did not understand what was
going on and was very upset.

09/01/08

I

Apologized to the customer for any inconveniencs thit
have caused and that this CA will be met with and co:
the supervisor. There isn't enocugh information on the
contact to know what happened; CA did not recall the
call so | asked them to go over the proper steps and |
for setting up a TTY to TTY call, connecting to both a
Voice outbound. The CA demonstrated correct procex
fcall processing knowledge for both call types.

TTY customer placed a call on 8/25/06 at approximately 11:35
IAM and states that the agent dialed the wrong number and

hen the customer brought that to her attention, the agent
blamed the TTY customer for the problem,

08/30/06

Apologized. No follow-up requested. The agent numb
identified by the customer is not assigned to any empl
supervisor on duty responded to an assist request wii
different agent and also completed a transfer to custo
service,




SC TTY user complains after giving agent entire #, part of the #
was misdialed. Customer tried interrupting and the agent dialing
wrong again. Apologized, then customer hung up in a hurry.

08/28/06

|Discussed this incident with CA, who dialed out and qu
realized that the number given was 6 digits. CA politely
TTY customer to provide a full 7-digit number before di
however the customer disconnected the call. Coached

make sure of 7 digits before dialing out.

TTY customer placed a call through relay on B/25/06 at
approximately 11:35 AM, and the wrong number was dialed.
The customer asked for a supervisor and explained the problem
to the supervisor but feels the supervisor did not pay attention tof
the customer's issues but only listened to the relay agent
instead. Customer also states the supervisor was rude.

08/25/06

Apologized. No follow-up requested. Supervisor confirr
number on the screen to that dialed by the agent and e
to the customer what number was received. Supervisor
informed customer we would be glad to dial another nui
they wished. The customer requested to speak to Cust
Service and was immediately transferred.

Customer stated agent would not dial the phone number and
she was kind of lazy, said she was sleepy.

08/22/08

ologized for the inconvenience and assured this wou
‘orwarded to appropriate supervisor. Foliow up via e-m:
requested. Coached CA to stay focused to the processi
relay calls and attuned to customers’ requests at all timi
rmailed customer.

SC TTY user complained agent hung up in their face and felt
this was disrespectful,

08/18/06

Apologized, and explained | would let the supervisor kn
contact wanted. Operator did not remember this call, bu
coached on the importance of not disconnecting calls. A
advised the agent of the consequences of doing so.




SC VCO customer called to complain that his number showed
as "blocked" when he called a specific number, even when the
agent unblocked it, 50 he couid not get through.

08/17/06

pologized for inconvenience. Set caller 1D to automa
send in customer database. He called again to say it «
not working. Opened Trouble Ticket. Follow-up reque:
Caller ID system has been corrected.

Customer was satisfied. However, Sprint is re-investig
and another resolution will e provided within the requ
days.

CA answered call but never typed that the number was being
dialed. Said nothing then cut customer off and hung up.

08/15/06

Apologized for the inconvenience. Follow up requeste
Leader met with agent. Agent was told to always provi
number and {o send the dialing macro. Went over proj
procedures. Agent understood. 9/12/06 @ 12:48pm ¢
customer. TTY users machine was broken, left messa
lancee.

SC VCO customer called to complain a second time that
operators are unable to hear her when she calls. Even though
she is branded properly as VCO, the VCO does not turn on and
agents tell her they have to open the bridge manuaily.

08/14/06

pologized. Opened another Trouble Ticket. Follow-u
requested. The VCO branding was corrected. Custom
satisfied. However, this is being re-investigated by Spr
another resolution wilt be provided within the reguired

TTY customer requested FD# and had no response from agent
for short time then agent typed "pls hold," then disconnected
customer after 1 minute. Customer reported seeing flashing lightj
on TTY and reported the agent could have been talking causing
the indicator to flash within a few seconds the agent
disconnecied customer.

08/10/06

JApologized, customer requested follow up. Team Leac
with the CA and went over the frequently dialed procec
CA did not remember the call but was glad for the retr:




SC VCO user called to complain that the agent kept hirm waiting
before outdialing his call. Caller also complained that when
asked for the supervisor the agent told him that the supervisor
was too busy to come to the phone.

08/04/06

Apologized for the problem. Supervisor coached the

he importance of dialing the number within 5 second
F::ustomer typed GA, or send "one moment pis” if u th
taking longer than S seconds. Agent stated say a sy
was not too busy, however, does know the conseque
Jdoing such. No follow up requested.

Customer stated he called in and typed vco please and the
lagent did not type voice now to him. Customer stated he was
very upset agent didn't know how to do a VCO call.

08/04/06 l

Supervisor apologized to the customer and assured ¢
be forwarded to appropriate supervisor. Customer ret
follow up via e-mail. Operator is no longer with the co
mailed customer to apologize for the inconvenience.

SC VCO customer called to complain that when asking for VCO
fthat the agent typed "GA" instead of "voice now."

07/28/06

IApologized for the problem. Customer did not reques
Supervisor met with agent who did not recall circums
this nature, but demonstrated knowledge of a VCO ¢

gent dialed out, reached ans. mach. and typed (ANS MACH
PLAYING LEAVE F VOICE Q} Then agent hung up on VCO.

07/24/06

Supervisor met with agent who did not remember this
as coached on the importance of not disconnecting
LAgent demonstrated procedural knowledge of recordi
advised the agent of the consequences of doing so.
information given for further investigation.




SC TTY customer called to complain that when she asked that
the agent diat a toll free number and tell her what option 3 was,
the agent typed "Hold pleasa” and transferred her to OSD
instead of processing the call.

07/10/06

ologized for inconvenience. Foliowed up with custos
phone due to the concern on this being a duplicate cor
Explained to customer the same complaint was submit
same agent last week but no follow up was requested.

Customer stated she didn't remember if she had submi
already, the agent only did this once. Agent was coach
impofttance of following customers instructions and not
decisions on behalf of the customer. Agent understood
Customer seemed satisfied.

Customer stated that she is able to dial into relay, but whenever
relay dials an outbound number for her they always reach a fast
busy signal. She is not able to make any outbound calls. She
says that she has submitted numerous complaints asking for a
Sprint technician to call her back but no one from Sprint has
called her back. She has contacted her local phone company
and was toid that the problem was with the relay system.

07/07/06

P

Reassigned to Account Manager. Internai update was
performed twice and no problems were listed. Called cl
on 4/27 to follow up, no answer nor answering machine

TTY customer got constant fast busy signal when attempting to
dial through SC Relay.

C7/06/06

Apologized for the problem and opened Trouble Ticket.
up is required for problem resolution. The busy signal is
Fbean resolved.

Customer complained that the agent did not respond quickly
enough and did not communicate information clearly during
several calls placed. Customer requested supervisor assistance
and was told no supervisor was available.

07/04/06

-

ogized for the customer's difficulties and assured 1
there would be a follow up &-mail from a supervisor.

Followed up with customer for further investigation of th
complaint. Customer informed me she did not remembe
agent 1D number and know nothing could be done withe
Customer stated she wrote the agent number down but
misplaced the paper. Customer stated will make sure to
Ipaper next time.

——



Customer has Time Warner Digital phone service on home
phone and gets a fast busy signal when dialing 711. Has no
problem connecting from cell phone. Customer wouid like
someone to call back and let her know if there is any known
connection between the digital phone service and problems
connecting to 711. Thanked customer for calling. Provided the
caller with the 800 voice relay number so she can still call her
friend.

07/04/06

The customer was satisfied.

CA had technical problems. thought the microphone was on
mute and said "shit.” Voice person complained about
inappropriate language and asked that supervisor speak with
CA.

06/30/06

Forwarded the comptlaint on to the agent's supervisor f
fcounseling on floor etiquette.

VCO customer coming into relay on the Voice line although she
is showing branded VCO.

06/24/06

Apologized, opened Trouble Ticket. Follow-up requeste
jbranding issued has been corrected

Customer's typing of instructions was garbled. Customer had
ritten message to read in case an answering machine was
reached. CA read message when a live person answered the

phone. Customer did not want message read to live person.

06/23/06

[Complaint was forwarded to agent's Team Leader for ¢




Customer complained that she tried to tell the operator she
wanted the Craft Department but was constantly interrupted.

08/23/06

jApologized to caller. Foliow up requested. Supervisor r
agent who did not recall circumstances. Agent was cc
the importance of remaining patient and waiting for the
to provide the necessary information. Agent understoo
Followed up with customer 6/28/06.

For past few days, customer has had trouble reaching SC
Relay's voice number (800-735-2905).

08/20/06

jCalled the number and was able to connect to operator
provided 711 access number.

VCO customer asked to voice and the agent typed GA for voice
now, but the agent did not know what he/she was doing and
seemed very impatient. Did not follow procedures very well.

06/16/08

Apologized to the customer. Met with agent who stated

problem she remembered having with a VCO customer
she didn't get the number the first time and asked the \
stomer to repeat the number. After receiving the nur
2nd time the call was processed with no problems at all
llow up requested; agent demonstrated procedure kn
f VCO calls.
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RECE

Complaint Tracking for CT (05/31/2007 - 06/01/2006) Total Customer Contacts: 30

Complaint Nature of Complaint Date of Resolution Explanation of Resolutign

21/07 Customer emailed stating her calls to a business were 03/21/07 Forwarded the email complaint to CS and ﬁTédJ
continualiy disconnecting through reilay. The party answering Follow up requested. Operator expressly stated s
insisted that he did not hang up as the CA kept typing to the have any calls in which anything like this took plac
customer. This was verified by her relative who called the does not remember any cutbound customers han
business on her behalf. Date of call was 3/20/07 at 8:37 AM. the whole day. Supervisor coached operator on v
Customer aiso indicated that she had to keep repeating. the situation if it does happen in the future.

6/07 Disconnect/Reconnect during calis 03/06/07 Advised customer to try the CapTel on another jac
home. Also recommended contacting the phone ¢
ensure the line can support data transmissions.

)5/07 Service - General 03/05/07 Technical problem identified. Resolution provided'
provider.

7/07 TTY customer is not able to place long distance calls because it 02/07/07 Apologized, Trouble was issued. Follow-up reque
appears that the notes are not appearing to the agents but do database and have contacted customer to make ¢
show to RCS. The calls happened 2/7/07, at 1:30 PM and 1:50 are appearing correctly. Everything has been reso
PM. Internal update performed. customer has contacted us and informed us that t

)5/07 TTY customer database info regarding carrier of choice was not 04/09/07 Apologized for problem and Trouble Ticket was it
available to CA; information was entered 1-25-07 but not Customer requested contact. We tested several ti
available to operator 1-31-07. Caller unable tc make iong time the info was showing up correctly. The custol
distance call information indicates SBC as primary COC and ot

present accurately. Customer indicated all is work|

9107 VCO customer reported branding not appearing to CA. 01/111/07 Apologized, and Trouble Ticket was issued. Cust
request contact. After rebooting the server, custor
showed up for tech when he made a test call and
been resolved.

)8/07 Customer complained that relay was slow. 01/08/07 Forwarded on to correct center for follow-up. Advi

to make sure to type the best possible during ever
Average typing speed for this operator is 61.5 wor




/07

Agent typed too slowly.

01/08/07

Forwarded on to correct center for follow-up. Coa
advised operator to make sure to type the best poss
every call. Average typing speed for this operator is

/06

Customer stated when she received an internet relay call, the
person asked for her by name and said they had just stolen her
credit card and would continue using the card. When the
customer asked the agent to get a supervisor, she was told she
could not speak to a superviser. She then explained that her
card had just been stolen that day. She reported this problem to
the bank and she insisted on speaking to a supervisor. The
agent typed everything back to the caller even after the person
told her to stop typing to the caller.

12/07/06

Apologized for the problem and assured that the col
would he turned in as stated. Non-agent error. CA d
thing by typing what customer had to say and asking
from TTY user to speak to supervisor. Agents not al
ask for supervisor without inbound permission. No p
given.

06

CT VCO customer reported that he has been unabie to make
LD calls. He receives a recording that says, "access to this
network is not authorized.” Customer says this has happened
even more frequently over the past week.

11/17/06

Apologized for inconvenience. Opened a Trouble T
follow-up requested. Unable to duplicate. Contactec
customer and set up his profile for long distance car
Customer is satisfied.

06

CT VCO customer stated s/he requested not to leave a
message but the agent expected her/him to leave a message.
Customer also stated this agent asked to repeat number to dial
three or more times and then disconnected the call.

11/08/06

Apologized; no follow up requested. Agent was coa
Team Leader on the proper procedure for VCO's vo
the CA could not understand the VCO user to have
listen in to get the number,

06

VCO customer was upset that the operator did not place
another call for customer. Said the operator response was "this
connection will not outdial.”

11/03/06

Apologized to customer and assured customer infort
would be forwarded on. Team Leader coached agel
proper call procedures and the importance of followi
customer instructions. Note: This agent was placed
Corrective Action Plan for similar customer complair

06

VCO customer uses AMR and agent advised customer to hold
and got assistance. VCO customer said the calls were taking
too long to get the messages.

11/27/06

Apologized. No follow-up requested. Reviewed AMF
procedures with agent. Agent understood and apolo




27106

VCO customer called asking for AMR and there was no
response from the agent after the opening statement of voice or
type now. This call occurred on 10/17,

11/27/06

Apologized. No follow-up requested. Discussed p
agent. Agent did not recall this particular call but |
how to handle VCO and apologized for the proble

27/06

VCO customer said he had to call through three different
operators in order to get messages using AMR and agent was
only able to get 1/2 of the message. This call occurred on
10/17/06.

10/29/06

Apologized. No follow-up requested. CA state
remembered customer who always calls for AMF
requested help previously. She stated she did the
could. Educated her to call for a supervisor if ther
problems,

27106

VCO customer used AMR quite frequently and agent seemed
to have a really hard time with it. Customer states it took nine
minutes before the agent was able to retrieve his messages.

10127106

Apologized. No follow-up requested. Agent has b
vacation since complaint was filed. Team Leader
on AMR procedure and Trainer worked with agen
training when she returned from vacation the wee

27/06

VCO customer received garbling from agent and agent was
explaining relay when the notes say not to. This call occurred on
10/27/06 at approximately 5:45 PM.

10/27/06

Apologized; Trouble Ticket was issued. No follow
requested. The agent did remember the call. Ren
agent to check to see if they couid eliminate the g
disabling the Turbo Code and/or reducing the trar
speed. Coached the agent to follow customer not
announce the call as the notes state. Agent unde

11/06

Agent did not type out the recorded message upon reaching an
answering machine. Customer had same problems with some
agents; believes they need a training update on this issue.

10/16/06

Apologized for the problem and assured that the i
would be sent in as stated. No call back requeste
she doesn't recall if customer notes requested to
the message. Educated her on procedures and tc
notes.

11/06

VCO customer stated that the agent took entirely too long to
realize that she was VCO.

10/11/06

Apologized, asked VCO customer if agent saw he
maybe they were not there. Caller did not know. B
requested. Discussed call with agent. He does no
call but understands VCO procedures.




08/06

Every time someone tries to call VCO user, the operator reports
a busy signal and the voice user cannot get through. VCO user
called AT&T to check out the line and the TTY and they said
everything was fine and in working order. VCO user would like
relay to check and see if it's a problem within our system.

10/08/06

Took customer's address and information, assure
would do everything possible to find and fix the pi
apologized for inconvenience. Follow up requeste
focate any problems and contacted the customer
know. The line appears to be working fine and se
working as they should be. Told the customer to
problem continues.

26106

VCO customer reported male CA did not follow database note
requesting a female CA. When customer asked why CA did not
request a female CA, the CA responded that he missed the
note, then CA did not type the ringing macro or recording. when
VCO requested supervisor, and CA kept VCO on hold for long
period of time without advising. After customer typed, CA
responded that supervisor was on another call and asked if she
wanted to make ancther call; customer requested to be
transferred to RCS, but was not transferred. CA put on hold,
then finally responded supervisor was busy. Customer hung up
and calied RCS.

09/29/06

Supervisor stated that she was on another call at
Agent stated that he missed the note requesting :
operator and that the customer had requested a s
agent said that he told the customer that the supe
another calt and would be a moment then the cus

up.

12/06

Caller reported that the CA dialed and reached an answering
machine, Typed only a few words then stopped and asked if
customer wanted to leave a message. She prefers the entire
message be typed so she can decide whether or not to leave
her message.

09/12/06

Apologized for the inconvenience and told her the
be sent to the call center supervisor. No follow up
Spoke with CA regarding the situation and advise
future to type out complete message.

15/06

CT VCO customer called to complain that this agent did not
provide any information and was not typing everything heard.
The customer said he was "no help whatsoever."

09/05/06

Apologized for inconvenience. No follow-up reqLE
longer employed.

31/06

CT VCO user stated the operator dialed and reached and
answering machine. The operator typed (do you want to leave a
MSG) The customer said no but wanted the operator to redial
and type the machine message. The operator typed to the
customer (I can not possibly type ali of this message again).

08/31/06

Apologized to the customer. Customer would like
supervisor via email. Coached agent on proper ca
procedures; agent did not recall this call but that tt
happen again.




9/06 Caller said agent had a very strong southern accent and caller 08/09/06 Apologized; no follow up requested. Agent ID has
could not understand the agent; had to keep asking agent to assigned at this time.
repeat. Agent also took too long in between responses
between caller and her daughter. Caller said she is an
experienced reiay user and agent definitely needs to be
educated in the relay process.

3/06 Disconnect/Reconnect during calls 08/08/06 Apologized for incidence and sent customer inforrr
explaining the difference between a CapTel phone
traditional phone. Explained to customer why
disconnection/reconnection might occur and sent ¢
to reduce occurrence.

5/06 Disconnect/Reconnect during calls 07/19/06 Apologized for incidence and sent customer inform
explaining the difference between a CapTel phone
traditional phone. Explained to customer why
disconnection/reconnection might occur and sent e
to reduce occurrence.

/06 Disconnect/Reconnect during calts 07/06/06 Apologized for incidence and sent customer inform
explaining the difference between a CapTel phone
traditional phone. Explained to customer why
disconnection/reconnection might occur and sent e
to reduce occurrence.

/06 Agent sending garbled messages continually without an effort to 06/30/06 Team Leader met with agent who remembered this

correct it. Message was garbling, agent disabled Turbo Code
helfp. Customer became angry and hung up. Super
agent that if this happens again in the future, to let
know.

7106 Dialing Issue - Unable to dial regional 800 number 06/07/06 Technical support made an adjustment to allow dia

regional number successfully.
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